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Introduction
Trust development is a critical aspect of computer-
supported cooperative work (CSCW).  Trust is especially 
important in electronically distributed work environments 
because of the limited amount of social presence afforded 
by computer-based communication media. Although 
several studies have studied trust development in 
computer-mediated environments, very few have 
researched the reparation of trust, following a breach.  
Users from different cultural backgrounds may react in 
very different ways in a trust breach situation. Although 
several studies have studied trust development in 
computer-mediated environments, very few have 
researched the reparation of trust, following a breach. 
Background
Media Richness
Current day communication technologies allow people to 
work together even when they are not collocated.  Past 
research has shown that trust development can be 
fostered in virtual environments.  The exchange of 
information in a CMC setting may be accomplished using 
a variety of media: audio, audio and video, or text 
messaging, each of which has a different degree of 
richness in supporting communications.
Media richness refers to the amount of richness that can 
be conveyed through the communication medium. FTF 
communication remains the gold standard in terms of 
richness.
NoneYes (e.g., 
smiley face)
NoneText 
NoneNoneYesAudio
PartialPartialYesVideo/Audio
YesYesYesFTF
Non-verbal 
Cues
Visual CuesAural Cues
Table 1.  Features of different  communication media
Cultural-Differences
The significance of culture in researching trust violation and 
reconciliation arises from a basic tenet: culture shapes behavior 
[28].  Hofstede [13] proposed two broad dimensions for defining 
cultural differences: collectivism and individualism.  People in the 
collectivist culture prioritize group welfare over the welfare of the 
self.  Individuals are interdependent and develop strong and deep 
rooted ties with others.  Individualistic societies tend to be 
independent in thought and action.  The focus is more on the goals 
and accomplishment of the self rather than the group
Research Hypothesis
Hypothesis 1
Individuals are likely to achieve a higher degree of reconciliation 
following an untrustworthy behavior when they receive 
clarifications from their opponents over a less rich media as 
compared to individuals communicated to, over a richer media.
Hypothesis 2
Individuals from collectivist cultures are more likely to achieve 
higher degree of reconciliation following an untrustworthy 
behavior when they receive a clarification from their partners as 
compared to individuals from individualistic cultures
Method
We recruited 7 Chinese and 4 American graduate students.  
The Chinese have known to be collectivists, while the U.S. is 
an individualistic society.  
Participants completed 30 rounds of a variant of Prisoner’s 
Dilemma game using an instant messenger software.  
Each participant first received an overview of the study and 
explanation pertaining to the informed consent and was 
paired with a confederate to complete the experiment.  
Participants, however, were made to believe that they were 
interacting with another participant recruited for the study.  
This allowed the experimenter to manipulate trust 
development and breach.  The game used here is called 
Trust Game and is widely used in Economics 
The Trust Game
Participant 
Receives
Money sent is 
tripled 
Confederate 
sends
Participant 
gains 30-15 =  
$15
Confederate 
gains  15-10 = 
$5
Sends back 
$15
Receives 
$15
$303x$10
Results
For rounds 21-30, the Chinese participants, on an average, 
sent back more money ($37.29) than American participants 
($31.25). 
52.754.5American
4.712.715.14Chinese
Average 
rating 
after 
round 30
Average rating 
after round 20
Average rating 
after round 10
Implications
Increased globalization has increased workforce diversity in organizations.  Workforce diversity may cause parties with different 
backgrounds to rely less on cultural similarity and more on interpersonal relationships.
CSCW tools and techniques that support the reconciliation process may go a long way in repairing broken down trust and re-
establishing interpersonal relationships. This study shed light on the trust-building components  that need to be included in CSCW 
tools.
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